Customer disservice?

Perceptions of service Spreading the word

"Overall, rate your level of "When you have recieved bad
satisfaction with customer service, how ofiten do you raise your
service generally in New Zealand” complaints with the organisation?”
Satisfied Neutral  Occasionally Hardly ever
37.1% 34.3% 36% 28%

Dissatisfied

Never

20.1% 16%

V satisfied V dissatisfied  Always Almost always
4.3% 4.3% 6% 14%

SOQurce: JRA and KiwiHost

Manners make the difference

WEPUT the survey findings to
the test, visiting about 60
retailers around Auckland to
see if manners remain the
bedrock of customer service.

Our mystery shoppers
checked whether employees
said “hello” and “goodbye”
when they entered and left,
and whether they said
“please" a.lld “thal.lkyou”
during purchases.

Thebest of the bunch were
departmentstores, dairies,

electronic shops and
supermarkets, who offered
happy greetings and
displayed good manners
during the transaction.
Pharmacies, hardware
stores and fast food outlets
fared the worst, with many
staff failing to say “hello” or
thanking us for our money.
Staff atmany shops failed
tosay “please” at the till or
“goodbye” when we left, but
often said “thank you” again.

KiwiHost managing
director Jared Brixton said
during tough economic times,
businesses fell into two camps
— those thatbattened down
the hatches and didn’t
change, and those that went
the extramile,

He said even if customer
service wasn’t awful, it could
take only one “poor”
experience to deter a

customer from returning.

— Rebecca Lewis




